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Review snapshot

Have agencies implemented their action plans in response to the
recommendations to VAGO's 2021 engagement Service Victoria — Digital
Delivery of Government Services?

Why we did this review

Victorians interact with the government tens of millions of times each year, including to renew licences, pay fines
and register births, deaths and marriages. Digitising these services can make them cheaper to deliver and easier for
people to use. In 2015, the government set up Service Victoria, then in the Department of Premier and Cabinet
(DPC), to modernise how people access government services with a centralised online platform.

In our 2021 audit we found that Service Victoria had improved customer experiences by moving some services
online but had not reduced transaction costs as intended. We made 10 recommendations, all of which were
accepted. Since then, Service Victoria has become part of the new Department of Government Services (DGS).

We did this review to see whether DGS and DPC have implemented the action plans they committed to in response
to our recommendations. We also looked at if customer experience has improved and if transaction costs have
reduced since our original audit.

Key background information

Service Victoria 5 1 2 5 1

platform launches

website app end-to-end transactions on links to transactions, services
the website in April 2026, up and information on other

2 01 5 2 01 9 from 17 in June 2020 platforms as of October 2025
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Source: VAGO.
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What we concluded

Since our 2021 report DGS and DPC have made limited, and in some cases no, progress in addressing the
shortcomings we found in their delivery of digital services. DGS has only completed one of the 5 recommendations
we made to Service Victoria. DPC partially completed 2 of the 5 recommendations we made to it before DGS
assumed responsibility for Service Victoria in 2023. We also found that DGS and DPC gave us inaccurate reports
about the status of their actions in our yearly survey to agencies about their responses to our recommendations.

Although users can now access more services on the Service Victoria platform, DGS still cannot show if the platform
is delivering the benefits intended in its original 2015 business case and cannot show how many transactions it
delivers. We found that DGS does not have a clear strategy for Service Victoria's future or for encouraging other
agencies to transfer their services to the platform.

User satisfaction feedback for the Service Victoria platform has remained consistently high since 2021. But DPC's
changes to Service Victoria's performance measures have reduced transparency around its operations. These
changes mean that DGS does not know if it has reduced transaction costs since our last report.

DGS and DPC also do not have a good understanding of what digital services the government is still delivering
outside the Service Victoria platform. Without this, it is difficult for them to identify transactions they could add to
the platform to deliver services more efficiently across the government.
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Our key findings

What we examined

Our follow-up review followed 2 lines of inquiry:
1. Have agencies implemented their action plans?

2. Has digital delivery of government services improved customer experiences and reduced transaction costs?

To answer these questions, we examined:
e the Department of Government Services (DGS)

e the Department of Premier and Cabinet (DPC).

Terms used in this report
Transaction

A transaction is a successful use of a government service from start to finish, for example, when someone applies for a National
Disability Insurance Scheme (NDIS) worker screening check or gets a digital driver licence. In this context, a ‘transaction’ does not
always involve a user paying money. We have attributed to Service Victoria only the service transactions that users can start and
complete on its platform without being linked to an external platform.

Activity
An activity is an interaction with a government service. For example, when someone confirms their identity details as part of

applying for an NDIS worker screening check or opens a notification on a device as part of the process to get a digital driver
licence. A user could undertake many activities to finish a transaction or may not complete a transaction at all.

Background information

Our 2021 engagement

Our 2021 engagement Service Victoria — Digital Delivery of Government Services found that Service Victoria had
improved customer experiences by moving some services online but had not reduced transaction costs as intended.

Service Victoria had delivered a repeatable and scalable digital platform and technology solution. However, it had
not delivered the wide range of transactions planned at its outset. Except for COVID-19 related transactions, the
types and low volumes of transactions that Service Victoria delivered meant it did not realise its aim to reduce the
costs of government transactions and improve compliance with regulations.

Our 2021 report made 10 recommendations.
Of the 5 recommendations we made to DPC:
e 4 focused on improving reporting and guidance

e one related to introducing a stakeholder engagement strategy.
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Of the 5 recommendations we made to Service Victoria, now DGS:
e 4 related to improving Service Victoria's transaction baselines and benefits reporting
e one was about data collection to help Service Victoria understand agency feedback on its performance.

Both agencies accepted all recommendations and gave us an action plan detailing how it would address them.

History of Service Victoria

The Service Victoria administrative office we audited in 2021 has since been abolished and absorbed into DGS, as
Figure 1 shows. This means DGS is responsible for Service Victoria's action plan.

DGS has kept the name 'Service Victoria' as a public-facing brand for the government's digital service delivery
website and mobile application (app).

Figure 1: Timeline of Service Victoria
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Source: VAGO, based on information from DPC and DGS.

Agency roles and responsibilities

Department of Premier and Cabinet

DPC is responsible for developing and leading whole-of-government policies. DPC developed and led the
government's A future-ready Victoria — Victorian Government Digital Strategy 2021-2026 until 2023.

DPC was responsible for Service Victoria from its launch in 2015 until its transfer to DGS in 2023.

We made 5 recommendations to DPC in our 2021 report. In 2023, DGS became responsible for the
3 recommendations DPC had not yet reported as complete.

Department of Government Services

DGS was established in January 2023 to bring together government services to improve Victorians' experience of
interacting with the government. DGS manages a website and app under the Service Victoria brand.

In 2023, DGS became responsible for A future-ready Victoria — Victorian Government Digital Strategy 2021-2026. The
strategy’s key outcomes include providing:

e Detter, fairer and more accessible services
e adigital-ready public sector

e athriving digital economy.
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What we found

This section focuses on our key findings from this review, which fall into 3 areas:
1. DGS and DPC have made little progress on their action plans for our 2021 recommendations.

2. DGS does not have a clear strategy for its Service Victoria platform or a plan to encourage other agencies to use
it for their digital services.

3. DGS does not transparently report on the Service Victoria platform'’s costs and benefits, and this makes it
impossible to assess how it is truly performing.

The full list of our 2021 audit recommendations, including agency action plans, is available in Appendix D.

Consultation with agencies
When reaching our conclusions, we consulted with the reviewed agencies and considered their views.

You can read their full responses in Appendix A.

Key finding 1: DGS and DPC have made little progress on their action plans for our
2021 recommendations

In our 2021 report Service Victoria — Digital Delivery of Government Services we made 10 recommendations to Service
Victoria (now DGS) and DPC. Both agencies accepted the recommendations directed to them and committed to

action plans to address them. In 2023, when Service Victoria transferred to DGS, DGS assumed responsibility for 3 of
DPC's 4 actions that were not complete.

However, the agencies have made little progress in implementing their action plans to improve digital service
delivery, as our assessment in Figure 2 shows.

Figure 2: Status of the actions that respond to the recommendations from our 2021 audit

Agency

Theme of recommendation and action Agency response  Action status
1 Develop a stakeholder engagement strategy DPC Accepted  Not complete* .
2 Undertake annual survey to obtain feedback Service Victoria (DGS) Accepted  Not complete* .
3 Revise annual benefits measure Service Victoria (DGS)  Accepted Not complete .
4 Introduce Budget Paper measures and targets DPC Accepted  Not complete .
5 Identify number of government services delivered digitally =~ DPC** Accepted  Not complete

and require agencies to report on key performance

indicators (KPls)
6 Develop a dashboard for KPI reporting by government DPC** Accepted  Not complete

agencies
7 Customer satisfaction performance indicator DPC** Accepted  Partially complete
8 Review expected benefit of compliance with government Service Victoria (DGS) Accepted  Complete

regulations
9 Review baselines for measuring digital service KPIs Service Victoria (DGS) Accepted  Not complete .
10 Ensure future digital transactions have reliable baselines Service Victoria (DGS) Accepted  Not complete .

Note: *DPC/Service Victoria completed this action, but the work has not continued under DGS.
Note: **Responsibility for this action transferred from DPC to DGS in 2023.
Source: VAGO.
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Key finding 2: DGS does not have a clear strategy for the Service Victoria platform
or a plan to encourage other agencies to use it for their digital services
One of DGS's objectives is to make it easier for individuals and businesses to engage with the government. However,

DGS's current approach to the Service Victoria platform is mostly focused on maintaining the range of services it
offers rather than understanding the need for them and expanding them.

DGS and DPC also do not know how many services the government is delivering or how well it is delivering them.
This makes it difficult to identify transactions that could be added to the Service Victoria platform to make whole-of-
government service delivery more efficient.

We found that:

e DGS's lack of progress addressing our recommendations relates to the lack of clear vision for the Service Victoria
platform's future

e DGS does not have a stakeholder engagement strategy to encourage other government agencies to transfer
their services to the Service Victoria platform

e DGS and DPC have no way to measure or understand digital service delivery across the whole government
e DGS and DPC have not established reliable, consistent baselines to assess how well government agencies are
providing digital services

e DGS does not have a formal mechanism to collect, collate and track feedback from other government agencies.

Key finding 3: DGS does not transparently report on the Service Victoria platform’s
costs and benefits, and this makes it impossible to assess how it is truly
performing

Although users’ satisfaction with the Service Victoria platform has remained consistently high, DGS does not know if
transaction costs have come down since our 2021 report. This is because DPC did not implement the performance

measures we recommended and it agreed to. DGS did not adopt the recommended performance measures when it
became responsible for Service Victoria.

Reducing the costs associated with government service delivery was a key aim of the Service Victoria platform.
Without clear measures the community cannot understand if Service Victoria is achieving the savings government
intended it to.

We found that:
e DGS's performance measures cannot show if transaction costs have come down since our 2021 report

e DGS has stopped reporting on whether its initiatives provide the forecast annual financial benefit the original
business case promised

e DGS has made mixed progress in updating other performance measures.
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2.

Delivering and monitoring digital services

DGS does not have a strategy for the future of the Service Victoria platform or a plan to
encourage other government agencies to use it for their digital services.

One of DGS's objectives is to make it easier for individuals and businesses to engage with
the government. However, DGS's current approach to the Service Victoria platform is
mostly focused on maintaining the range of services it offers rather than understanding
the need for them and expanding them.

DGS and DPC also do not know how many services the government is delivering or how
well it is delivering them. This makes it difficult to identify transactions that could be added
to the Service Victoria platform to make whole-of-government service delivery more
efficient.

Covered in this section:

e DGS's lack of progress addressing our recommendations relates to the lack of a clear strategy for the
platform's future

e DGS does not have a stakeholder engagement strategy to encourage other government agencies to transfer
their services to the Service Victoria platform

e DGS and DPC have no way to measure or understand digital service delivery across the whole government

e DGS and DPC have not established reliable, consistent baselines to assess how well government agencies are
providing digital services

e DGS does not have a formal mechanism to collect, collate and track feedback from other government agencies.

DGS's lack of progress addressing our recommendations relates to the lack of a
clear strategy for the platform's future

No clear DGS does not have a clear strategy for the future of the Service Victoria platform, or for increasing
strategy for the  yptake of its services. This puts it at a disadvantage when seeking funding for its continued

Service Victoria  gperations or encouraging other agencies to transfer their services to the platform.

platform - . e ,
In the original 2015 business case for Service Victoria, DPC predicted that close to 100 per cent of

Victorian Government transactions would have migrated to the Service Victoria platform by 2020.
As of 2026, this has still not happened.
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DPC and DGS
advice

DGS priorities

Workplans for
the Service
Victoria
platform

Between 2020 and 2024, in their advice to the government, DPC and DGS described Service
Victoria's future direction in various ways, including:

e delivering end-to-end high-volume transactions for the Victorian public
e delivering modern services designed around people's needs

e as a one-stop-shop for engagement with the government.

However, neither department produced an overall strategy.

In October 2024, DGS told the government that one of its current delivery priorities was
accelerating the uptake and transformation of digital services. Its priority focus would be functions
related to:

e vehicle registration and licensing
e worker screening

e grants administration

e consumer affairs

e dispute services

e digital credentials.

In May 2025, DGS submitted an investment framework to the government that included a vision to
improve how Victorians and businesses engage with the government and accelerate digital
transformation across the public sector. However, the government did not endorse the framework.

DGS has sought government funding over multiple years to maintain, update and expand the
Service Victoria platform. However, before 2025, the government had not approved any
multiple-year funding requests.

Instead, for the 2023-24, 2024-25 and 2025-26 financial years, DGS sought funding for the
platform by submitting a workplan to the government outlining the initiatives it would deliver for
the year.

In June 2025, DGS sought and secured 3 years of funding for the ‘children's early years’ theme of
initiatives. This is the first time that DGS has secured funding for a multiple-year package of work.

The lack of funding certainty has hindered DGS from being able to develop longer-term plans for
future initiatives.

DGS does not have a stakeholder engagement strategy to encourage other
government agencies to transfer their services to the Service Victoria platform

Action 1

In 2021, we recommended that DPC develop and implement a government agency stakeholder
engagement strategy with the aim of increasing agency participation and uptake of Service
Victoria's services and reusing existing technology.

DPC accepted the recommendation and committed to implementing action 1.
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Action 1: Develop a stakeholder engagement strategy

Not complete DPC will consult with key stakeholders as part of the first stage in the development of a government

Service Victoria
engagement
strategy

Reporting to
VAGO for
action 1

agency stakeholder engagement strategy to increase agency participation and uptake of Service Victoria's
identify verification and customer services.

The strategy will be reviewed on an annual basis to ensure it remains current and fit-for-purpose.

DPC will provide biannual progress reports to the Identity and Access Management Committee, a
committee of the Public Sector Administration Committee.

DPC will liaise with Service Victoria regarding the outcome of Service Victoria's proposed annual surveys of
agencies and adjust the strategy accordingly if required.

Timing: July 2021 onwards.

Service Victoria developed and implemented a stakeholder engagement strategy for 2021-22 and
2022-23. Service Victoria's board of management did not endorse the 2023-24 strategy, and it
remained in draft.

DGS does not have a stakeholder engagement strategy for the Service Victoria platform now that
Service Victoria has merged into it. This also means that DGS does not have a strategy for
increasing the uptake of services.

In 2022, DPC reported that it had completed action 1 in its submission to our responses to
performance engagement recommendations report. In 2025, DGS changed its response for the
action from ‘completed’ to 'not applicable'.

However, as we found during this engagement, the 2023-24 stakeholder strategy was not
endorsed, and DGS does not currently have a stakeholder engagement strategy for the Service
Victoria platform.

DGS and DPC have no way to measure or understand digital service delivery
across the whole government

Actions 5 and 6

Our 2021 report found that DPC and Service Victoria did not know:
e how many transactions take place across the government
e what they cost

e how many transactions are digital or delivered in other ways.

This is because agencies do not report to DPC, DGS or the public on digitisation measures, or the
number of services delivered, digitally or otherwise.

Not understanding if and how well agencies are digitally delivering government services makes it
harder for the agencies to:

e make data-driven decisions about how to improve their services
e compare data across multiple government services

e be open and transparent to the public about the performance of their services.

Our 2021 report made 2 recommendations to DPC to improve the public's and the government's
understanding of delivery of digital services across government.
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We recommended that DPC:

e establishes a requirement for departments and agencies delivering digital services to report to
the Department of Premier and Cabinet on the key performance indicators outlined in its
Measure how content performs — digital guide

e develops a dashboard to report publicly on the performance of agencies delivering digital
services against those key performance indicators.

DPC accepted the recommendations in full and committed to implementing actions 5 and 6.

Action 5: Identify number of government services delivered digitally and require agencies to report on KPIs

Not complete DPC will survey agencies to identify which services are delivered digitally and which are delivered through

X

other channels.
Timing: July 2021 onwards

DPC will work with those agencies identified as delivering digital services to develop performance
measures and reporting timeframes with measurement commencing on 1 July 2023.

DPC will report to the Identity and Access Management Committee on agencies' performance against the
key performance indicators to the Identity and Access Management Committee on a biannual basis.

Timing: January 2022 onwards

Action 6: Develop a dashboard for KPI reporting by government agencies

against the key performance indicators.

Timing: January 2022 onwards

I Not complete DPC will develop a dashboard to report publicly on the performance of agencies delivering digital services

X

Digital delivery
of services at a
whole-of-
government
level

Services have
not moved as
expected

Parliament and Victorians still have no way to know if departments and agencies are making more
government services available digitally. The public cannot access performance information
showing how well agencies perform or if the benefits of delivering services digitally are being
realised across the government.

DPC did not survey all agencies as it had committed to. It also did not develop a public dashboard to
report to the community on the performance of agencies delivering digital services against the KPlIs.

DPC and DGS do not know how many transactions are delivered across the government — digitally
or otherwise. This makes it difficult for DGS to identify opportunities to expand the number of
services the Service Victoria platform delivers and improve the efficiency of service delivery.

In 2022, DPC stated that it was no longer necessary to survey agencies or for agencies to report
the performance of their digital and non-digital customer channels using consistent performance
measures. It said that said agency effort would be better allocated to moving services to Service
Victoria's platform.

However, DGS has noted that agencies have not moved most of their services to its Service
Victoria platform as it initially expected.

DGS reports its own performance in delivering digital services as part of its annual performance
statement. However, this reporting does not show how other departments and agencies are
performing when delivering digital services.
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Reporting to In 2023 and 2024, DGS's submissions to our annual responses to performance engagement
VAGO for recommendations reports said that a publicly available customer satisfaction dashboard for
actions 5and 6 government websites is available through its Single Digital Presence platform. This is not correct.

DGS does not have a publicly available customer satisfaction dashboard. If it did, it would have
made how well agencies are providing digital services more transparent.

DGS and DPC have not established reliable, consistent baselines to assess how

well government agencies are providing digital services

Actions 9 and 10 DGS cannot effectively drive whole-of-government digital reform initiatives if it does not have
strong reporting processes and reliable metrics to assess how well agencies deliver digital services.

Our 2021 audit found that while DPC understood the importance of measuring the performance
of digital transaction provision at Service Victoria and across the government, performance
reporting was not adequate. We also found that there was no central platform for agencies to
report on their performance against DPC's digital standards or clear and reliable benchmarks.

We made 2 recommendations to Service Victoria (now DGS) to:
® review its baselines for key performance measures to ensure they were statistically reliable
e develop processes to ensure that future transactions have reliable baselines.

The department accepted the recommendations in full and committed to actions plans 9 and 10.

Action 9: Review baselines for measuring digital service KPIs

Not complete Noting the strong dependencies with other recommendations, particularly (3) and (5). The external review
(abandoned) will develop a revised KPI/benefit model and process through satisfying recommendation (3) which will

inform how Service Victoria and related agencies (re)baseline.
Due: June 2021

Action 10: Ensure future digital transactions have reliable baselines

Not complete Noting the strong dependencies with other recommendations, particularly (3) and (5). Building on revised
(abandoned) practices for recommendation (9) and the new requirement for agencies to make data available to DPC

under recommendation (3).
Due: December 2021

Developing There are still no standardised KPIs or baselines for measuring the provision of digital services
reliable across the government. This means DGS does not have visibility over the digital services other
baselines agencies provide and cannot monitor, benchmark or report on them.

The Victorian Government's Measure how content performs — digital guide gives agencies guidance
on and highlights the importance of measuring performance against benchmarks. But neither DGS
nor DPC has set standardised baselines or benchmarks for agencies to use. This makes it difficult
to compare like-for-like services across the government.

Since our 2021 report, agencies have not transitioned to the Service Victoria platform as the
government anticipated. For example, the predicted transition to the Service Victoria platform of
high-volume transactions — such as VicRoads registrations and licensing services and land title
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Reporting to
VAGO for
actions 9 and 10

transactions — has not happened. A lot of agencies have continued providing digital services
separately to DGS.

In 2022, DPC's submission to us for our responses to performance engagement recommendations
report said that it had completed its planned work for actions 9 and 10.

In 2023 and 2024, DGS's submissions to us for our responses to performance engagement
recommendations report also said Service Victoria had completed these actions. This is not correct
as DPC decided not to undertake this work.

DGS changed its reporting in 2025 to say these action plans were no longer applicable. DGS has
revised its own measures to be absolute rather than improvements on a baseline.

However, DGS has not set benchmarks and baselines for use across government. It also does not
have a publicly available customer satisfaction dashboard for agencies to report on performance.

Had this been available, it would have increased transparency around how well agencies are
providing digital services.

DGS does not have a formal mechanism to collect, collate and track feedback
from other government agencies

Action 2

Our 2021 report found that Service Victoria did not have a mechanism to collect formal feedback
from agencies, such as an annual survey. Instead, it met with agencies before, during and after it
had onboarded transactions. This was a missed opportunity for Service Victoria to identify issues
from a stakeholder's perspective.

We recommended that Service Victoria introduce an annual survey to track its performance over
time. The full recommendation is available in Appendix D.

Service Victoria accepted the recommendation and committed to implementing action 2.

Action 2: Undertake annual survey to obtain feedback

Not complete Service Victoria will develop and introduce periodic (at least annual) agency surveys.

Review of
agency feedback

Reporting to
VAGO for
action 2

Due: July 2021

DGS does not have a formal mechanism to collect, collate and track feedback from other
government agencies. From June 2022 until 2024, Service Victoria ran a twice-yearly stakeholder
feedback survey. However, DGS has not run any stakeholder surveys since Service Victoria merged
into it.

Although DGS does obtain feedback from its stakeholders during and after on-boarding services
to the Service Victoria platform, it does not collate or track feedback across all its projects. DGS is
still missing the opportunity to collate issues from the stakeholder's perspective and track how
well it engages other agencies over time.

Since 2022, Service Victoria has been reporting in its submissions to our responses to performance
engagement recommendations reports that it had commissioned a firm to undertake research and
run the survey. This is consistent with what we found and addresses the intent of the
recommendation we made in our 2021 audit.
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In 2025, DGS changed its response for the action from '‘completed' to 'not applicable'. However, as
we discovered during this engagement, DGS ceased the survey when Service Victoria was
absorbed into DGS in January 2025.
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Costs and benefits of Service Victoria

Although users’ satisfaction with the Service Victoria platform has remained consistently
high, DGS does not know if transaction costs have come down since our first audit. This is
because DPC did not implement the performance measures we recommended and it
agreed to. DGS did not adopt the recommended performance measures when it became
responsible for Service Victoria.

Reducing the costs associated with government service delivery was a key aim of the
Service Victoria platform. Without clear measures, the community cannot know if Service
Victoria is achieving the savings the government intended it to.

Covered in this section:
e DGS's performance measures cannot show if transaction costs have come down since our 2021 report

e DGS has stopped reporting on whether its initiatives provide the forecast annual financial benefit the original
business case promised

e DGS has made mixed progress in updating other performance measures.

DGS's performance measures cannot show if transaction costs have come down
since our 2021 report
Action 4 In 2021 we recommended that DPC introduces a Victorian Government Budget Paper 3: Service

Delivery (BP3) measure and target for Service Victoria's cost of transactions, volume of transactions
and the number of services Service Victoria delivers.

This was because we found that Service Victoria's only public reporting measure was customer
satisfaction.

DPC accepted the recommendation and committed to implementing action 4.

Action 4: Introduce Budget Paper measures and targets

Not complete DPC will work with Service Victoria to develop new BP3 measures and targets for Service Victoria's transaction
costs, volumes and number of services delivered to be included in the 2022-23 Budget onwards.

DPC will report to the Identity and Access Management Committee on Service Victoria's performance against
the new BP3 measures and targets on a biannual basis.

Timing: July 2021 onwards
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BP3 measures
were different to
the action plan

Measuring
activities not
transactions

DPC introduced 3 new measures and targets for Service Victoria in the 2022-23 Budget. However,
all the measures are different to those in DPC's action plan.

The changes to the recommended BP3 measures obscure Service Victoria's performance. The new
measures do not help the public to determine:

e the actual number of services on the Service Victoria platform
e the number of transactions completed

e the cost per transaction.

DPC implemented

the measure ... instead of ... which means ...

average cost per average cost there is no public information about the cost of delivering

activity per transaction transactions through the Service Victoria platform.

volume of activities volume of there is no public information about how many
transactions transactions are delivered through the Service Victoria

platform.

number of new number of there is no easily accessible public information about the

services Service services Service total number of services on the Service Victoria platform.

Victoria delivers Victoria We had to manually count the transactions available on
delivers the Service Victoria platform.

DGS did not adopt the recommended performance measures when it became responsible for
Service Victoria.

Parliament and the public cannot tell if the cost of transactions on the Service Victoria platform
have reduced because the new measure does not show that. DPC's decision to measure cost per
activity and not per transaction means it is not possible to compare the platform’s current
performance to our previous audit.

In our 2021 audit, we reported that in June 2020, Service Victoria had 17 end-to-end transactions
available on its website. Although DGS does not report on the number of end-to-end transactions
on the Service Victoria platform, our analysis found that as at April 2026, there were now 51 end-
to-end transactions available on the Service Victoria website.

Understanding the number of transactions is important because transactions are the end point of
a service. Counting activities gives an inflated view of Service Victoria's performance as it includes
completing a transaction, as well as actions that may not be related to a transaction such as:

e viewing a digital card
e proving identity or reusing a saved identity

e opening a push notification on the Service Victoria mobile app.

Service Victoria's data shows the platform also provides 251 links to services and information on
other websites and platforms as of October 2025.
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Non-compliance DGS's measurement of activities is not compliant with the Victorian Government guidance on

with
government
requirements

Measuring
customer
satisfaction

measuring performance for digital services, Measure how content performs — digital guide.
Under this guide, Victorian Government websites must measure:

e user satisfaction

e value

e discoverability

e completion rate of transactions

e cost per transaction.

By measuring cost of activities not transactions, DGS does not meet the requirements of the guide.
Other agencies also cannot compare service provision through their own digital platforms with
service provision through the Service Victoria platform.

We have not assessed the other requirements as they were not recommendations from the
original engagement.

DPC introduced the measure 'overall satisfaction of customers transacting on the Service Victoria
platform' in the 2019-20 Budget. The target has been set at 95 per cent each year. The measure
has had some name changes over the years, but the budget papers state that it continues to
report on the same activity.

Service Victoria has met or exceeded the 95 per cent target each year, as shown in Figure 3.

Figure 3: Customer satisfaction target and outcome, 2019-20 to 2024-25

Customer satisfaction

96.2%

96.0%
95.8%
95.6%
95.4%
95.2%

95.0%
94.8%
94.6%

94.4%
2019-20 2020-21 2021-22 2022-23 2023-24 2024-25

Target Outcome

Note: The outcome for 2024-25 is the expected outcome, as the actual outcome was not available when the 2025-26 Budget was
published.
Source: VAGO, based on BP3 data.

As we found in 2021, this measure only captures the customer satisfaction of those customers who
complete their transaction. Customers who do not complete a transaction are not given the option
to provide a customer satisfaction rating.

This means that DGS does not know if the reasons a customer fails to complete a transaction
relates to the ease of using its platform.
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Reporting to
VAGO on
action 4

In 2023, when Service Victoria transferred from DPC to DGS, DPC reported this action as complete.
Since 2023, DGS has continued to report in its submissions to our responses to performance
engagement recommendations reports that DPC introduced new BP3 measures and targets for
Service Victoria's transaction costs, transaction volumes and number of services delivered.

This is inaccurate. DPC did not introduce these measures. The measures it introduced were for
activity cost and volume, and the number of new services delivered.

DGS has stopped reporting on whether its initiatives provide the forecast annual
financial benefit the original business case promised

Action 3

In 2021, we recommended that Service Victoria revises its annual financial benefit measure to
ensure that it accurately reflects direct savings for the government and does not include double
counting of benefits or include benefits to stakeholders other than the government.

Service Victoria accepted the recommendation and committed to implementing action 3.

Action 3: Revise annual benefits measure

Not complete Service Victoria has commissioned a review of the benefits measurement methodology, including

X

New benefits
measurement
framework

consideration of this VAGO review.

It will recommend revisions to the framework to fully account for and clearly distinguish between the
benefits to different beneficiaries and address the root cause of limited data (such as baseline data,
comparative performance data within government, monetisation of non-cash benefits).

Due: June 2021

DGS has not implemented a new benefits measurement methodology, despite reporting this
action as completed in our annual response to performance engagement recommendations
report.

In 2021, Service Victoria commissioned an independent, external review of its benefits
measurement methodology. This review found there were shortcomings in Service Victoria's
benefit measures, as our 2021 report had highlighted. The review identified the root causes of
Service Victoria's flawed methodology and advised Service Victoria to design a new benefits
methodology framework. This proposed framework, completed in 2022, was never endorsed by
Service Victoria or put to formal use.

DPC's original 2015 business case predicted that Service Victoria would deliver an annual financial
benefit of $61 million, growing to between $120 to $150 million per year by 2020 if Service
Victoria took on all Victorian Government transactions. Service Victoria has not expanded to
include all transactions.

An internal benefits report for 2020-21 showed that Service Victoria had delivered a benefit of
$35.7 million for that financial year, $18.6 million below its target.

For 2021-22, Service Victoria used the revised measurement methodology to develop an interim
benefits report, which showed it had delivered an annual benefit of $35.5 million. Service Victoria
did not compare this result to any target. It did not complete a final benefits report for 2021-22.

DGS has not produced any interim or final benefits measurement reports since 2022. DGS told us
it measures the benefits of individual projects. We requested this information but DGS has not
provided it.
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Reporting to Since 2022, DGS has been reporting in its submissions to our responses to performance
VAGO on engagement recommendations reports that it revised its annual financial benefit measure. We now
action 3 know this is not correct.

In addition, DGS incorrectly advised the government in a 2023-24 Service Victoria business case
that it was using a revised benefits realisation framework and benefits realisation plan. It noted
that these documents were reviewed internally and externally and responded to issues raised in
our 2021 audit report.

However, we have not seen any evidence that the updated framework is in use or was approved
by the DGS executive.

DGS has made mixed progress in updating other performance measures

Action 7 Parliament and the public need to be able to reliably compare service provision by departments
and agencies across the Victorian government.

Our 2021 report found that it was difficult to compare Service Victoria's customer satisfaction
measures with other agencies. This was because there was no standard customer satisfaction
measure used across the government. Each department or agency chose its own customer
satisfaction measure.

Service Victoria's own approach was consistent and relied on statistically reliable data. But it only
captured feedback from customers who completed their transactions. This meant it potentially
excluded customers who did not complete their transaction because they were dissatisfied with
the service.

We made one recommendation to DPC to review its digital standards to include a clear key
performance indicator for customer satisfaction together with the preferred customer satisfaction
measurement approach agencies should use.

DPC accepted the recommendation in full and committed to implementing action 7.

Action 7: Customer satisfaction performance indicator

Partially complete DPC will:

e work with Service Victoria to research international best practices in relation to measuring customer
satisfaction

¢ share the findings with agencies delivering digital services as part of the discussion relating to
performance reporting

e work with Service Victoria and those agencies to develop a standard approach to measuring
customer satisfaction.

Timing: from January 2022

No standardised These is still no standardised customer satisfaction measure across government departments and

customer agencieS.
satisfaction

measure In 2022, Service Victoria made a change to its own customer service measurement, moving from a

5-point satisfaction scale to a binary ‘thumbs up, or thumbs down' measure. But the Service
Victoria platform does not use this measure consistently as some of its older services still use the
5-point satisfaction scale.

We asked DGS to provide us the international best practice research it used to justify the change
to the new measure. It did not do so.
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Reporting to
VAGO on
action 7

Action 8

DGS told us that other departments and agencies adopt its performance measures if they take up
its shared services. However, DGS has also acknowledged that agencies have not transitioned to
the Service Victoria platform as intended.

DPC and DGS do not know what approaches other agencies use to measure customer satisfaction.

Since 2022, Service Victoria has been reporting in its submissions to our responses to performance
engagement recommendations reports that it revised its own performance indicator for customer
satisfaction for digital services. This is consistent with what we found.

But its action does not address the underlying performance gap because the revised measure is
not applied across the government. The public is still not able to reliably compare service provision
by departments and agencies.

DPC's original 2015 business case said that Service Victoria would increase people's compliance
with government regulations and policies because it would make processes simpler, more
consistent and more accessible.

Our 2021 audit found that Service Victoria could not show that it had achieved this benefit. This
was because Service Victoria's benefit measures did not show how its actions would increase
compliance with specific policies and regulations.

We made one recommendation that Service Victoria review its benefits reporting and consider
removing the measure about compliance with government policy and regulations.

Service Victoria accepted the recommendation in full and committed to implementing action 8.

Action 8: Review expected benefit of compliance with government regulations

I Complete

Change to
expected
benefits
measure

Service Victoria has commissioned a review of the benefits measurement methodology. Service Victoria's
review will consider VAGO's view that this intended benefit is neither attainable nor linked to the problems
in the business case.

Due: June 2021

Since 2022, Service Victoria has been reporting that this action plan item is complete. This is
consistent with what we have found.

In March 2021, Service Victoria commissioned a review of its benefits methodology. It did not
implement the new benefits measurement framework, as discussed under action 3 above.

But DGS's 2023-24 and 2025-26 business cases to the government did not include increased
compliance with regulations as an intended and measurable reform benefit, as we recommended.
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4

Appendices

There are 4 appendices covering responses from reviewed agencies, information about
how we perform our work, and our assessment of the actions taken by agencies against
the 2021 recommendations.

Appendix A: Submissions and comments
Appendix B: Abbreviations, acronyms and glossary
Appendix C: Review scope and method

Appendix D: Recommendations and actions' status
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Appendix A:
Submissions and comments

We have consulted with the Department of Government Services and the Department of
Premier and Cabinet, and we considered their views when reaching our review conclusions.
As required by the Audit Act 1994, we gave a draft copy of this report, or relevant extracts,
to those agencies and asked for their submissions and comments.

Responsibility for the accuracy, fairness and balance of those comments rests solely with
the relevant agency head.

Responses received

Agency Page
Department of Government Services A-2
Department of Premier and Cabinet A-4
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Response provided by Secretary, Department of Government Services

Department of Government Services

Level 5

1 Macarthur Street

East Melbourne Victoria 3002
Telephone: (03) 9651 5111
dgs.vic.gov.au

Mr Andrew Greaves
Auditor-General

Victorian Auditor-General's Office
Level 31, 35 Collins Street
MELBOURNE VIC 3108

By email: [

Dear Auditor-General

Proposed Report: Follow-up: Service Victoria — Digital Delivery of Government
Services

Thank you for your letter dated 23 April 2026 that enclosed the proposed report Follow-up:
Service Victoria — Digital Delivery of Government Services for comment.

| appreciate the opportunity to comment and note your findings that user satisfaction for the
Service Victoria platform has remained consistently high since 2021, with links to over 250
services and information available through the platform.

There has been significant and material change in the technology environment and in the
policy and delivery context over the past 12 years since the original Service Victoria business
case was developed, and since the Victorian Auditor-General Office’s (VAGO) original audit
was conducted almost 5 years ago.

DGS considers that it is appropriate and necessary to adapt the implementation of agreed
actions, or cease to undertake completed actions, in response to changes in context,
circumstances and government priorities.

Subsequent business cases have signalled government’s clear intention for the Service

Victoria digital platform to deliver a broad suite of government priorities, such as new

products and services to help Victorians with the cost of living, including:

o the Servo Saver feature — used by more than 500,000 Victorians to find the lowest cost
petrol near them

o the Savings Finder tool — helping more Victorians find savings and concessions across
government, with the tool having been accessed approximately 3 million times since it
was launched

o Digital Birth Certificates — making lives easier for parents

o delivery of the recently announced Rego Rebate scheme.

l E: ORIA
Your details will be dealt with in accordance with the Public Records Act 1973 and the Privacy and Data Protection Act 2014. Should you State

have any queries or wish to gain access to your personal information held by this department please contact our Privacy Officer at the Soismivent;
above address.

PROTELTED
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Response provided by Secretary, Department of Government Services, continued

Service Victoria’s workplan is set by government, which ensures it is delivering only the
highest priorities for government.

Currently, demand for new digital products and from other departments and agencies to
onboard services to Service Victoria exceeds Service Victoria's available capacity. Revised
governance arrangements and standard government engagement frameworks are
supporting the prioritisation of Service Victoria’s resources according to government
priorities.

The performance measures transparently report on performance against the funding
allocation for these products and services and were developed in accordance with the
Victorian Government's Resource Management Framework, which requires performance
measures to reflect expenditure. The historical measure of ‘transactions’ is a subset of this
activity and expenditure.

Thank you again for the opportunity to comment on the proposed report.

Yours sincerely

JUN—

Jo de Morton
Secretary

15/05/2026

Your details will be dealt with in accordance with the Public Records Act 1973 and the Privacy and Data Protection Act 2014. Should you have any queries or
wish to gain access to your personal information held by this department please contact our Privacy Officer at the above address.

ORIA
Lovarnment

PROTECTED
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Response provided by Secretary, Department of Premier and Cabinet

Department of
Premier and Cabinet

1Treasury Place

Melbourne, Victoria 3002 Australia
Telephone: 03 96515111
dpc.vic.gov.au

Mr Andrew Greaves BSEC-260400760
Auditor-General

Victorian Auditor-General’s Office
| evel 31, 35 Collins Street

LOVE: 21, 32 LOnNS SUeSt

MELBOURNE VIC 3000

Dear Mr Greaves

Thank you for your letter dated 23 Apil 2026 and providing the proposed report Follow up:
Service Victoria — Digital Delivery of Government Services.

As noted in the report, corporate governance of Service Victoria, and the responsibility for
three non-complete recommendations directed to DPC from the 2021 audit

Service Victoria — Digital Delivery of Government Services, were transferred from DPC to
DGS on 1 January 2023, through Machinery of Government (MoG) changes.

Yours sincerely

Jeremi Moule

Secretary

7.7.5 72026
Your details will be dealt with in accordance with the Public Records Act 1973 and the Privacy and Data Protection Act 2014. Should you have any 'ORIA
queries or wish to gain access to your personal information held by this department please contact our Privacy Officer at the above address. gate

OFFICIAL: Sensitive
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Appendix B:

Abbreviations, acronyms and glossary

Abbreviations ~ We use the following acronyms in this report:

and acronyms

Abbreviation Full spelling

or acronym

app mobile application

BP3 Budget Paper No. 3: Service Delivery

DGS Department of Government Services

DPC Department of Premier and Cabinet

IdAM Identity and Access Management

KPI key performance indicator

NDIS National Disability Insurance Scheme

VAGO Victorian Auditor-General’s Office

Glossary The following terms are included in or relevant to this report

Term Explanation

Level of This is a measure of the confidence we have in our conclusions. The quality and

assurance quantity of evidence we obtain affects our level of assurance.
We design our work programs with the information needs of our report users in mind.
We consider if we need to provide them with reasonable assurance or if a lower level of
assurance may be appropriate.

Limited We obtain less assurance when we rely primarily on an agency's representations and

assurance other evidence generated by that agency. However, we aim to have enough confidence
in our conclusion for it to be meaningful. We call these types of engagements
assurance reviews and typically express our opinions in negative terms. For example,
‘nothing has come to our attention to indicate there is a problem.’
See our assurance services fact sheet for more information.

Reasonable We achieve reasonable assurance by obtaining and verifying direct evidence from a

assurance variety of internal and external sources about an agency's performance. This enables us

to draw a conclusion against an objective with a high level of assurance. We call these
performance audits.

See our assurance services fact sheet for more information.
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Appendix C:
Review scope and method

Scope of this review

Who we We examined the following agencies:

examined
Agency

Department of Government Services

Department of Premier and Cabinet

Our review Have agencies implemented their action plans in response to the recommendations from VAGO's
objective 2021 engagement Service Victoria — Digital Delivery of Government Services?

What we We examined if:

examined

e agencies have implemented their action plans

e digital delivery of government services has improved customer experiences and reduced
transaction costs.

Conducting this review

Assessing The criteria for this engagement are the actions in the department's action plan responding to the
performance 2021 audit.

Our methods As part of the review we assessed:
e the department's progress against actions in the action plans

e how the actions respond to the underlying performance issues our 2021 audit
recommendations sought to address

e if customer experiences have improved and transaction costs reduced.

Level of assurance

In an assurance review, we primarily rely on the agency's representations and internally generated
information to form our conclusions. By contrast, in a performance audit, we typically gather evidence from
an array of internal and external sources, which we analyse and substantiate using various methods.
Therefore, an assurance review obtains a lower level of assurance than a performance audit (meaning we
have slightly less confidence in the accuracy of our conclusion).
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Compliance We conducted our review in accordance with the Audit Act 1994 and ASAE 3500 Performance
Engagements to obtain limited assurance to provide a basis for our conclusion.

We complied with the independence and other relevant ethical requirements related to assurance
engagements.

Costand time  The full cost of the review and preparation of this report was $290,000.

The duration of the review was 8 months from initiation to tabling.
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Appendix D:
Recommendations and actions' status

The following table lists our 2021 audit recommendations, the agencies’ action plans and

our assessment of the status of the agencies’ actions.

Figure D1: Our 2021 audit recommendations, the agencies’ action plan and our assessment of each action's status

Government Budget Paper No. 3
measure and target for Service
Victoria's cost of transactions, volume
of transactions and the number of
services Service Victoria delivers.

new BP3 measures and targets for Service
Victoria's transaction costs, volumes and number
of services delivered to be included in the 2022-
23 budget onwards.

e DPC will report to the IdJAM Committee on
Service Victoria's performance against the new
BP3 measures and targets on a biannual basis.

Due date: July 2021 onwards

Agency
We recommended that: response Agreed action Action status
1 DPC develops and implements a Accepted ® DPC will consult with key stakeholders as part of Not complete
government agency stakeholder the first stage in the development ofa
engagement strategy with the aim of government agency stakeholder. engagement
increasing agency participation and strategy to increase age'ncy.part|<_:|pat|o’r1 anfj
uptake of Service Victoria's services uptake of Service chtorla's identify verification
and reusing existing technology and customer services.
e The strategy will be reviewed on an annual basis
to ensure it remains current and fit-for-purpose
e DPC will provide biannual progress reports to the
Identity and Access Management (IdAM)
Committee, a committee of the Public Sector
Administration Committee.
e DPC will liaise with Service Victoria regarding the
outcome of Service Victoria's proposed annual
surveys of agencies and adjust the strategy
accordingly if required.
Due date: July 2021 onwards
2 Service Victoria introduces an annual  Accepted Service Victoria will develop and introduce periodic ~ Not complete
survey for agencies that use Service (at least annual) agency surveys.
Victoria to track its performance over Due date: July 2021
time and address any areas for
improvement
3 Service Victoria revises its annual Accepted Service Victoria has commissioned a review of the Not complete
benefit measure to ensure that it benefits measurement methodology, including
accurately reflects direct savings for consideration of the VAGO review.
government a?nd does not. include It will recommend revisions to the framework to fully
do“.ble counting of be”?f'tsr . account for and clearly distinguish between the
particularly re-use benefits or benefits benefits to different beneficiaries and address the
to stakeholders other than root cause of limited data (such as baseline data,
government comparative performance data within government,
monetisation of non-cash benefits).
Due date: June 2021
4 DPC introduces a Victorian Accepted ® DPC will work with Service Victoria to develop Not complete I
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Agency

We recommended that: response

Agreed action

Action status

5 DPC establishes a requirement for
departments and agencies delivering
digital services to report to the
Department of Premier and Cabinet
on the key performance indicators
outlined in its Measure how content
performs — digital guide:

Accepted

e user (customer) satisfaction
e time to completion
e transaction completion rate

e the percentage of service
transactions that departments
and agencies deliver digitally.

6 DPC develops a dashboard to report  Accepted
publicly on the performance of
agencies delivering digital services
against the key performance
indicators outlined in its Measure how
content performs — digital guide.

7 DPC reviews its current digital
standards to include a clear key
performance indicator for customer
satisfaction together with the
preferred customer satisfaction
measurement approach agencies
should use.

Accepted

8 Service Victoria reviews its benefits
reporting and the inclusion of the
compliance with government policy
and regulations benefit given the
challenges in the attribution and
measurement of this.

Accepted

9 Service Victoria reviews its current
baselines for customer satisfaction,
time returned to customer,
completion rate and transaction cost
to ensure that they are statistically
reliable and relate to the benefits they
measure

Accepted

10 Service Victoria develops processes to Accepted
ensure that future transactions have

reliable baselines, including:

e sample sizes that are a statistically
reliable sample

e processes for calculating baselines
to ensure that these are
consistent across transactions.

Source: VAGO.

e DPC will survey agencies to identify which
services are delivered digitally and which are
delivered through other channels.

Due date: July 2021 onwards

e DPC will work with those agencies identified as
delivering digital services to develop
performance measures and reporting timeframes
with measurement commencing on 1 July 2023.

e DPC will report to the IdAM Committee on
agencies' performance against the key
performance indicators to the IdAM Committee
on a biannual basis.

Due date: January 2022 onwards

DPC will develop a dashboard to report publicly on
the performance of agencies delivering digital
services against the key performance indicators.

Due date: January 2022 onwards

DPC will work with Service Victoria to research
international best practices in relation to
measuring customer satisfaction.

e DPC will share the findings with agencies
delivering digital services as part of the
discussion relating to performance reporting.

e DPC will work with Service Victoria and those
agencies to develop a standard approach to
measuring customer satisfaction.

Due date: January 2022 onwards

Service Victoria has commissioned a review of the
benefits measurement methodology. This review will
consider VAGO's view that this intended benefit is
neither attainable nor linked to the problems in the
business case.

Due date: June 2021

Noting the strong dependencies with other
recommendations, particularly (3) and (5). The
external review will develop a revised KPI/benefit
model and process through satisfying
recommendation (3) which will inform how Service
Victoria and related agencies (re)baseline.

Due date: June 2021

Noting the strong dependencies with other
recommendations, particularly (3) and (5). Building
on revised practices for recommendation (9) and the
new requirement for agencies to make data available
to DPC under recommendation (3).

Due date: December 2021
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Auditor-General's reports tabled in 2025-26

Report title Tabled
Delivering Savings Under the COVID Debt Repayment Plan (2025-26: 1) July 2025
Planned Surgery in Victoria (2025-26: 2) August 2025
Financial Management of Local Councils (2025-26: 3) August 2025
Responses to Performance Engagement Recommendations: Annual Status Update 2025 September 2025
(2025-26: 4)

Relief and Recovery Funding for the 2022 Floods (2025-26: 5) October 2025
Cybersecurity of IT Servers (2025-26: 6) October 2025
Accessibility of Tram Services: Follow-up (2025-26: 7) November 2025
Auditor-General's Report on the Annual Financial Report of the State of Victoria: 2024-25 November 2025
(2025-26: 8)

Service Delivery Performance 2025 (2025-26: 9) December 2025
Managing the Transition to Renewable Energy (2025-26: 10) December 2025

Ravenhall Correctional Centre: Rehabilitating and Reintegrating Prisoners — Part 2 (2025-26: 11) February 2026

Major Projects Performance Reporting 2025 (2025-26: 12) March 2026
Modernising myki (2025-26: 13) March 2026
Timely Payments Performance (2025-26: 14) March 2026
Results of 2024-25 Audits: Local Government (2025-26: 15) March 2026
Supporting the Transition from Native Timber Harvesting (2025-26: 16) April 2026
Enhanced Maternal and Child Health Program Performance (2025-26: 17) April 2026
Free TAFE (2025-26: 18) May 2026
Responses to Performance Engagement Recommendations: Annual Status Update 2026 May 2026

(2025-26: 19)

Sustainability Reporting by Water Corporations (2025-26: 20) May 2026
Out-of-Home Care Services (2025-26: 21) June 2026
Results of 2025 Audits: TAFEs and Universities (2025-26: 22) June 2026
Reducing the Harm Caused by Distracted Drivers (2025-26: 23) June 2026
Follow-up: Reducing Bushfire Risks (2025-26: 24) June 2026
Delivering School Upgrade Projects (2025-26: 25) June 2026
Improving Bus Services (2025-26: 26) June 2026
Planning and Managing Drainage Schemes in Melbourne's Growth Areas (2025-26: 27) June 2026
Follow up: Service Victoria — Digital Delivery of Government Services (2025-26: 28) June 2026

All reports are available for download in PDF and HTML format on our website at https://www.audit.vic.gov.au
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Our role and contact details

The Auditor- For information about the Auditor-General's role and VAGO's work, please see our online fact
General'srole  sheet About VAGO.

Our assurance  Our online fact sheet Our assurance services details the nature and levels of assurance that we
services provide to Parliament and public sector agencies through our work program.

Contact details  Victorian Auditor-General's Office
Level 31, 35 Collins Street
Melbourne Vic 3000
AUSTRALIA

Phone +613 8601 7000
Email enquiries@audit.vic.gov.au
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